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User Guide First Time Users

1 Introduction

The Remedy application is the Office for Information Resources’ (OIR's) request-centric enterprise suite
of applications that provides the ability to record and track, manage, communicate, automate, and
document the various processes involved in its offering of IT services to Tennessee State agencies.
Remedy is built on industry standard ITIL processes for the delivery of services to the customer.

Remedy 8.0 system is the newest version available for Remedy modules. This latest version adopts the
new best practice views to improve the user experience.

1.1 Purpose of this Document

The purpose of this document is to provide new users with instructions for logging into Remedy and
setting up a customized home page.
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2 Getting Started

2.1 Open the Remedy Application
First open your browser and enter one of the following links.
e From the State Network (Intranet): https://remedy.tn.gov Internet

e From the Internet: https://myremedy.tn.gov

@ OFFICE FOR INFORMATION RESOURCES

SERVICE CENTER

First Time User Information Reports, Training and FAQ's
REMEDY LOGIN

pa—
—

Figure 2-1: Remedy Login Screen

2.2 Login Instructions:

2.2.1 F&A OIR Active Directory Account

1) Inthe User Name field enter your RACF ID in lower case.
2) Inthe Password field enter your Active Directory (network) login.
3) Click the Log In button.

2.2.2 No F&A OIR Active Directory Account

1) Inthe User Name field enter your RACF ID in lower case.
2) Inthe Password field enter your Remedy password.
3) Click the Log In button.

2.2.3 Vendor Account

1) Inthe User Name field enter your assigned User ID in lower case.
2) Inthe Password field enter your Remedy password.
3) Click the Log In button.

2.2.4 Benefits ABC Person

1) Inthe User Name field enter your Edison ID in lower case.
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2) Inthe Password field enter your Remedy password.
3) Click the Log In button.

' If vou have trouble logging in, please call the
CIR Service Desk at 615-741-1001, Option #3

The web server will automatically log you out after 90 minutes of inactivity.
If vou remained logged into Remedy overnight, please logout and close
.~ your brower before logging back into Remedy.

NOTE
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3 The Default Home Page

Once you have successfully logged into the Remedy application, your default home page will depend on
whether you are a Service Catalog user or a Support User.

3.1 Service Catalog Users

Service catalog users are non-support users who are not going to be managing incidents, work orders,
requests, or changes. Depending on which agency you belong affects exactly what you can see. The
default home page you see should resemble the following screen.

BMC Service Request Management @ 17 approvals

Welcome, Pri..
Request Service ' My Requests

( \;I S Favorites e (::. Popular ‘555 Browse ) Show | Open and draft requests j Q¥
4 1-4 > || b) 1-40f8

All Categories
A Telephone and Wireless Services

o Treasury Setvices

«e -

BlackBerry Order

4G

Cell Phone Description:
4G

iPad

Satelite .
"5 Addto Favorites | |53y Request Now

Education
F&A Office for Information Resources
How Do I?

Telecommunications

Figure 3-1: Service Catalog User Home Page
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3.2 Support Users

Support users are people who have special Remedy licenses and use the system to manage, monitor,
and resolve incidents, work orders, asset management, and change management items. The default
home page for these users will be similar to the screen below

BMC REMEDY IT SERVICE MANAGEMENT
1T Home

Figure 3-2: Support User Home Page

This screen can be customized to show the console that is most useful to you or to display several
modules if you work with different items.
3.2.1 Navigation from the Applications Tab

1) On the left side of the home page screen you will always see the Applications Tab.

2) Click on it to expand it one level.

3) Move your mouse up and down the listing and the menu will expand to the right, as shown in
the sample below.

NOTE: Your view of the Applications tab will differ depending on your user configuration.

2
T
g
=]
@

Aszet Management Console

Figure 3-3: Applications Tab expanded
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4) Click on an item in the right-most expanded menu to select it and open a new screen.

5) Click on the Applications tab a second time to collapse it.

3.2.2 Setting One Console for Your Home Page

If you are a support user who will only use one console (such as only the Incident Management
Console), you can put that on your home page so that once you log into Remedy you see it right away,
without needing to use the Application tab for navigation.

The following instructions will work for any console (Asset Management, Change Management, Incident
Management, Work Order Management, etc.)

1) Using the Applications tab instructions in Section 3.2.1, click on the console you wish to open.
For the following examples, the Incident Management Console was used.

Quick Links

Atrium Integration Engine

suociesi|ddy

AR System Administration ¥

Administrator Console ¥

sset Management
Incident Management

Knowledge Management

Problem Management

Figure 3-4: Open the Console

The Incident Management Console opens up as shown below.
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BMC REMEDY IT SERVICE MANAGEMENT b 1 e
Incitdent Con <bmesoftware
(] ‘ (#[#)=) G5} 4« Incident Console -] 1)
@ View Broadesst  Shaw | Assigned To All My Groups j Fiter By [All Open > All Priorties jék Role [Assignes j More Filter
z Incidents
3
g B Creste & View (G Print 8 Process Ovenview 5/ Quick Actions | Add To Watch List
[
g Showing 0- 0 of 0 Preferences =
* [0 |SeviceRequestID |Summary  Sewice  Priority  Stalus  |Assignec |TargetDafe |SIM Stafus |

Search Incident

Advanced Search
My Profile
Application Preferences
Reminders
Reports

Manage Cls
Manage Inventory
Surveys

NefTH

Search For Agency
KPls

» Details and Tasks

Figure 3-5: Incident Management Console

2) On the Functions menu on the left side, select Application Preferences as shown below.

v Funclions
Mew Incident
Search Incadent
Advanced Search
My Profile
Reminders
Reports
Manage Cls
Manage Inventory
Surveys
MNetTM
Search For Agency
KPls

Figure 3-6: Select Application Preferences
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3) The Application Preferences popup window is displayed. Click on the down arrow on the
Default Home Page field. (See Figure 3-7.)

4) Select the desired console from the drop-down list (your options may differ depending on your
user configuration).

5) Click the Save button to save your changes.

| =% Application Preferences - Windows Internet Explorer ) Elélg 1

https://remedy.tn.gov/a ialog+Console/?cacheid=663a55028form: @
<bmesoftware Help
Application Preferences

Preferences for |aj]349?

Default Home Page |Incident Management Console

rs/forms/remedyapp tn.gov/CTM%3ACFG-ApplicationPreferences/|

Company™ |

IT Home Page

Shaore Fﬂsigned To All My Groups Asset Management Consale  pmit Mo j

Changs Management Console

| Incident Management | Change Management Problem Mang Incident Management m—.sdel'w'uk Order Management | Broadcast || =>

Overview Console Page Problem Management Consolg
Release M t Consol
On Form Open Work Order Console || Yes B
Data Set Name |BMC Asset j Incident Status lAII Open Incidents j
Lo [hssignee ~] SLM Status | -]
Role Fﬁsigned Group j

Form

After New Save | Modify Request After Submil ~ |

Enable Auto-Decision Tree | o ]

Tab Views

Showe Vendor |Yes |

s |es ~]

Show Date System |Yes ~|

o)) e |
L

Figure 3-7: Application Preferences Popup Window

This will make the console you selected appear on your home page when login to Remedy the next time.
You can still navigate to other consoles using the Applications Tab, as described in Section 3.2.1.

If you want to select the IT Home Page as your default home page, please refer to Section 3.2.3.
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NOTE: Sometimes you may see a warning message popup, similar to the one shown below; just click OK
to close it.

BMC Remedy User - Waming

You have modified your preferences using AR

System User Preferences form. You need to
log in again for these changes to take effect.
(ARWARN 10001)

ok |

Figure 3-8: Warning Message

3.2.3 Selecting the IT Home Page as your Default

If you select IT Home Page as your console (see Figure 3-7), you will see the following

BMC REMEDY IT SERVICE MANAGEMENT
1T Home

Figure 3-9: IT Home Page

In the upper right corner of the page, click on the + button to customize the page.

Help  Logout

<bmesoftware

Ty brd|
e |

8 [

/

Figure 3-10: Customize IT Home Page Button
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The page will display with four different sections, labeled in the figure below as A —D. You can choose to
customize all four sections or close one or more, depending on what you would like to see and how you

want to see it. All four sections function the same way.

BMC REMEDY IT SERVICE MANAGEMENT

suopedjddy

Cancel

Cancel

®

Stow B St B
® ®
J) )
Stow: El Stow =

Close (or remove from view) a section by clicking on the X button in the top right. Closing a section

allows the other sections to expand and fill in the space.

Figure 3-11: IT Home Page — Four Sections
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Show:

Cancel

)
Close |

Figure 3-12: Close a Section on the IT Home Page

It is recommended that you first decide what you want to see before closing sections. For example if you
want two screens to span the page horizontally, customize sections A and C and close B and D. If you
want two screens side-by-side, customize sections A and B and close C and D.

For the following examples the goal is to be able to view the Incident Console and the Work Order
Console on one page. Since each console contains several columns, it is best if each console were to

span the page horizontally.

Starting with section A, click the Show field’s drop-down arrow and navigate to the desired screen.
Figure 3-13 depicts the navigation to the Incident Console.

%)

Shaow:

Aszet Management

Change Management
General

Incident Management
Knowledge Managsment
Problem Management
Releaze Management

Service Request Management
State of Tennessee

(clzar)

All Open Incidents

All Open Incidents by Status and Priority
All Open Incidents with Extensive Impact
Backlog of Incidents - Historical
Backlog of Incidents - Real Time
Incident Console

Incident Watch List

Y Y Y Y YYvYIYCY .

Figure 3-13: Select Desired Display
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Once you have selected what you want to see, the screen will look like the following example.

BMC REMEDY IT SERVICE MANAGEMENT

IT Home
e | (el2ie) G ||  Honc " 19,
& 8
= I HO® %)
% Company | = | ViewBy [ assigned To Al My Groups |
=
] 4 150 v | [») Showing 1-50.0f85 Preferences » | |_Refresh Show £
’ Summary " Sarvee  Pronty | Statva | Avagnee [Targ... | =
INC00000038 User Request License for Adobe Ca Medium Pending Dennis Llev 516:201 . nee
INC00000029 Confirm SLA times for end point mai Medium Pending Lerraine Ho y
INC00000023 Customer unable to log into Remed, Medium Assigned  Loraine Ho L
INC00000023 Remedy - Issue Critical ~ Assigned 3
INC0000003S Test Critical  In Progress Mchamud £ 4
INC00D00D03S Test Critical  In Progress  Mohamud £
INC00000023 Remedy - Issue Critical  In Progress Mgohamud £
INC0000D033 Remedy - ssue Medium Assigned
INC00000029 Remedy - Issue Critical  In Progress  Mchamud £
INC00000029 Remedy - Issue Medium Assigned
INC00000029 Remedy - Issue Critical ~ Assigned
INC0000D03S Test 1 Critical  In Progress  Mohamud £
INC0000D02S Test SLA Escalation Critical  In Progress  Mchamud £
INCD0D0D03S Test Critical  In Progress  Mohamud £
INC0000D033 Remedy - Issue Critical  In Progress  Mohamud # <

Show: ﬂ

w Show: j
| Cance

® ®

Figure 3-14: IT Home Page with One Section Customized

Since the goal is for two horizontal displays, repeat the selection process for section C. Once the console
is displayed there, close section B and D. The results will look like the following figure where sections A
and C have been labeled.
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BMC REMEDY IT SERVICE MANAGEMENT . R
{1 tHome <bmesoftware
O @« M T
8 @@
% Company | |~ | viewsy |
=
E 4 750+ [») Showing 1-50ai25 _Proforencss ~ | _Refrech |
< ————————
INCDD00D0384361 User Request License for Adobe Captivate Dennis Llewellyn H1E’Z]149ﬂ]m1 a
INC000000292344 Confirm SLA times for end point managemml and discuss breach process for tic Medlum F’eming Lorraine Hough
INCD0D0D0396219 Customer unable to log into Remedy 8.0 Medium Assigned Lorraine Hough
INC000000296803 Remedy - Issue Critical Assigned =
INC000D000296804 Test Critical In Progress Mohamud Ali
INC0D00D0396805 Test Critical In Progress Mchamud Ali L4
INC000000296806 Femedy - Issue Critical In Progress Mchamud Al
INCD000D0396301 Remedy - Issue Medium Assigned
INC0O0000296902 Remedy - Issue Critical In Progress Mchamud Ali
INC0000D0396304 Remedy - Issue Medium Assigned
INC000000296905 Remedy Issue Critical Assigned
INC00D00D0396306 Test 1 Critical In Progress Mohamud Ali
INC0O0000296907 Test SLA Escalation Critical In Progress Mchamud Ali
INCD000D0397001 Test Critical In Progress Mohamud Ali
INCDD00D0357101 Remedy - Issue Critical In Progress Mchamud Ali
INC000000297102 Remedy - |ssue Critical Assigned
INC000000297103 Remedy - Issue Critical In Proaress Mohamud Ali S
@ Company | |~ | ViewBy | Assigned To Al My Groups |
Showing 1-110f 11 Preferences ~ Refresh
| . . 1. S—" - F 1 —
10000000005 7708 Remedy - Administration/Support Assigned
1#/000000000S7707 Remedy - Administration/Support Assigned
0000000007706 Remedy - Administration/Support Assigned
\#000000000S7705 Remedy - Administration/Support Assigned
wODD00DD00S7704 Remedy - Administration/Suppart Assigned
0000000007703 Remedy - Administration/Support Assigned
\w00000000067209 Testing work log updates Pending Customer Schedule 12/9/2014 2:01:51 PM
0000000007206 Remedy - Service Catalog Access Pending Parts (swihw)
\#/000000000S7205 Remedy - Administration/Support Pending Awaiting Customer 12/872014 10:56:42 AM
0000000043129 Remedy - Administration/Support Pending Parts (swihwd) 12/5/2014 9:22:28 AM
w00000000041027 Remedy - Administration/Support In Progress 12/5/2014 11:29:21 AM
J

Figure 3-15; IT Home Page Customized with Two Consoles

Once the page has been customized to your liking, save the customization by clicking on the Save button
in the upper right of the page as shown below.

Help  Logout

< bmesoftware

Figure 3-16: Save IT Home Page Customization

3.2.4 Customization Complete

The home page is now customized for you, enjoy your Remedy experience.
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4 Browser Settings

The State of Tennessee’s standard browser is Microsoft Internet Explorer (IE) 9, 10, or 11 (if a
Windows 8 machine).

The following settings are recommended to be used. (Note: IE 9 was used for the following screen
captures.)

4.1 Compatibility View
1) From the toolbar, click on Tools and select Compatibility View settings.

ra
ok 1t

v Page~w Safety - 9'

~ @ C X || [3 BMC Remedy Mid Tier 8.0 ..

nedy Mid Tier 8.0...

o
= Bl @
3

Recpen last browsing session

Pop-up Blocker L4

OFFICE FOR INFORMATION RESOURCES
SERVICE CENTER

View downloads Ctrl+)

Manage add-ons

Work offline

& B MO

Compatibility View settings N

Full screen g FuL
Toolbars L4
Explorer bars L4

1ation Reports, Training and FAQ's

F12 developer tools
Suggested Sites

7 Internet options

m

Figure 4-1: Navigate to Compatibility View Settings

2) When the Compatibility View Settings window pops up, click the Add button to add the current
website to the list. You can enter other websites by typing the URL extension in the Add this
website field.
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ﬁ ‘You can add and remove websites to be displayed in
[AA] Compatibility View.

Add this website:
n.gov

Websites you've added to Compatibility View:

Indude updated website lists from Microsoft

Display intranet sites in Compatibility Wiew
I Display all websites in Compatibility Vieﬂ

Figure 4-2: Compatibility View Settings Popup

3) Check the Display all websites in Compatibility View checkbox.
4) Click the Close button to apply the changes.

4.2 Internet Options
From the toolbar, click on Tools and select Internet Options to bring up the Internet Options popup
(Figure 4-4).

B - - [ EEA ~ Page~ Safet}rvl@lv

Reopen last browsing session

[ B

Pop-up Blocker L4

View downloads Ctrl+)

Manage add-ons

Work offline

P R M

Compatibility View settings

Full screen
Toolbars

Explorer bars

1d FAQ's

F12 developer tools

Suggested Sites

| Internet options |

Figure 4-3: Navigate to Internet Options
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General |Securit5-I I Privacy I Content I Connections | Programs Advanced|

Home page
/’ To create home page tabs, type each address on its own line.
2 '3
i http:/fwww.tn.gov/ -

[ Use current ][ Use default ][ Use blank

Browsing history

1 Delete temporary files, history, cookies, saved passwords,
/" and web form information.

|| Delete browsing history on exit

Delete... ] [ Settings ]

Search

;’-j Change search defaults.
7

Change how webpages are displayed in
tabs.

Appearance

Colors ][ Languages H Fonts ][ Accessibility ]

[ oK ][ Cancel ]

Figure 4-4: Internet Options Popup

4.2.1 Browsing History Settings

1) From the Internet Options popup, in the Browsing History section, click on the Settings button
to access up the Temporary Internet Files and History Settings popup.
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General | Security I Privacy | Content | Connections I Programs | Advanced

Home page
To create home page tabs, type each address on its own line,

L 2
. http:/fwww.tn. gov/ a

Temporary Internet Files and History Settings | 2
-

/ Temporary Internet Files

Internet Explorer stores copies of webpages, images, and media
Browsing history for faster viewing later.

-

[ Use current ][ Use default ][ Use blank

.

Delete temporary files, history, cookies, saved passwords, Check for newer versions of stored pages:
and web form information,

P (@) Every time I visit the webpage

[C]Delete browsing history on exit / (") Every time I start Internet Explorer
Delete. .. 3 () Automatically
(7)) Never
Change search defaults, - Disk space to use (8-1024MB) 250 =

(Recommended: 50-250MB)

Current location:

fahbasnge how webpages are displayed in E;Enhlpss::ﬁglelg-rgn?:{-\'g?ezim\J_ocal‘l,l'dicrosoft‘l,\ﬂa'indows‘l,
Appearance [ Move folder... ] [ View objects ] [ View files ]
Colors ] [ Languages ] [ Fonts ] [ Accessibility ]
History
Specify how many days Internet Explorer should save the list
= ] [ P— ] - of websites you have visited, :
Days to keep pages in history: 0 =

q oK ‘D ’ Cancel

e ——

Figure 4-5: Browsing History Settings

2) Select the first option (Every time | visit the webpage) for the Check for new versions of stored
pages field.

3) Set the Disk space to use to 250, if necessary.

4) Click OK to save your changes and close the popup and return to the Internet Options popup.

4.2.2 Tabs Setup

In order to allow Remedy to open new windows in tabs instead of opening multiple browser windows,
follow these instructions.

1) From the Internet Options popup, in the Tabs section, click on the Settings button to access up
the Tabbed Browsing Settings popup.
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General | Security | Privacy I Content | Connections I Programs I Advanced

l/? To create home page tabs, type each address on its own line.
a . . )
at | [T —— i Enable Tabbed Browsing (requires restarting Internet Explorer)

Warn me when dosing multiple tabs
[ Always switch to new tabs when they are created

[ Use current ] ’ Use default ] [ Use blank Show previews for individual tabs in the taskbar™
Browsing histary || Enable Quick Tabs (Ctrl+Q)=
Enable Tab Groups=
’I_ Delete temporary files, history, cookies, saved passwords,
v ,.' and web form information. Open each new tab next to the current tab
[ Delete browsing history on exit [~ open only the first home page when Internet Explorer starts

When a new tab is opened, open:

Delete. .. ] [ Settings ]

[The new tab page -

Change search defauits. When a pop-up is encountered:

(7) Let Internet Explorer decide how pop-ups should open

() Always open pop-ups in @ new window

@ :
Change how webpages are displayed in '  Always open pop-ups in 2 new tab
tabs, ——— Open links from other programs in:

) A new window
Appearance -
@ A new tab in the current window
() The current tab or window

Colors ][ Languages ][ Fonts ][ Accessibility ]

*Takes effect after you restart Internet Explorer '
| ——
oK ] ’ Cancel ] Apply Restore defaults q OK D’ Canicel l

P —

Figure 4-6: Tabbed Browsing Setup

2) On the Tabbed Browsing Settings popup, select the last option (Always open pop-ups in a new
tab) for the When a pop-up is encountered field.

3) Click OK to save your changes and close the popup and return to the Internet Options popup.

4.2.3 Complete the Setup

When you have completed modifying the settings, click OK to close the Internet Options popup. You
may need to restart your browser in order for the changes to take effect. (You will need to close all
instances of the browser before restarting.)
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General |Sec1..|rit5-I | Privacy | Content | Connections I Programs Advanced|

Home page
/? To create home page tabs, type each address on its own line,
i http:/fwwwtn. gow/! -

[ Use current H Use default H Use blank

Browsing history

"l_ . Delete temparary files, history, cookies, saved passwords,
¥ and web form information.

[ Delete browsing history on exit

Delete... ” Settings ]

Search

{_\‘ Change search defaults.
f A

Change how webpages are displayed in
tabs,

Appearance

Colors ” Languages ” Fonts ” Accessibility ]

(I oK D’ Cancel ]

P

Figure 4-7: Close Internet Options

4.3 Clearing the Browser Cache

Sometimes issues you may experience with Remedy will be resolved by clearing the browser’s cache or
memory. Follow the instructions below to clear the cache.

1) From the toolbar, click on Tools and select Internet Options to bring up the Internet Options
popup (Figure 4-8).
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v [] = v Pagew Safetyv

=

ffJ Reopen last browsing session

71 Pop-up Blocker 4
View downloads Ctrl+J

[«4 Manage add-ons

e Work offline

B
Compatibility View settings f

Full screen F11
Toolbars L4
Explorer bars 4

1d FAQ's

F12 developer tools

Suggested Sites

| Internet options |

Figure 4-8: Navigate to Internet Options

2) Inthe Browsing history section of the Internet Options popup, click on the Delete... button to
bring up the Delete Browsing History popup.

General | Security | Privacy | Content | Connections | Pregrams | Advanced [T] Preserve Favorites website data
Keep cookies and temparary Internet files that enable your favorite
Home page websites to retain preferences and display faster.

To create home page tabs, type each address on its awn line.

b ,
P http:/fwww.tn. gov/ - Temporary Internet files
Copies of webpages, images, and media that are saved for faster
- viewing.
Cookies
[ Use current ] [ Use default ] [ Use blﬂ; ] Files stored on your computer by websites to save preferences
i such as login information.
History
Delete temporary files, history, cookies, saved pgfswords, List of websites you have visited,
and web form information.

Browsing history

-

[7| Delete browsing history on exit Download History
] List of files you have downloaded.

Delete... ’u Settings

Form data

Change search defaults. Saved information that you have typed into forms.

Passwords

Saved passwords that are automatically filed in when you sign in
Change how webpages are displayed in to a website you've previously visited.
tabs, ActiveX Filtering and Tracking Protection data
A list of websites exduded from filtering, and data used by Tracking
Protection to detect where websites might be automatically sharing
details about your visit,

Appearance

Colors H Languages H Fonts ][ Accessibility ]

] About deleting browsing history (, Delete )[ Cancel

Ok ] [ Cancel

Internet Explorer has finished deleting the selected browsing history.

— =

Figure 4-9: Delete Browsing History Popup

Page 20



User Guide First Time Users

3)

4)
5)
6)

On the Delete Browsing History popup, uncheck the first options: Preserve Favorites website
data (blue box on the right screen in figure 4-8).

Check all other options on the Delete Browsing History popup.
Click the Delete button.

When the action is complete, the popup will close, display a message at the bottom of the
browser, and return you back to the Internet Options popup.

Click OK to close the popup, as shown in Figure 4-9 below.

General |5ecurit5-I | Privacy | Content | Connections I Programs Ad\-’anced|

Home page
/‘* To create home page tabs, type each address on its own line.
" ,
i http:/ et govy -

[ Use current ” Use default ” Use blank

Browsing history

" Delete temporary files, history, cookies, saved passwords,
¥ and web form information.

[ Delete browsing history on exit

Delete... ] [ Settings ]

Search

;’_3 Change search defaults. Settings
e
Change how webpages are displayed in Settings

tabs.

Appearance

Colors H Languages ][ Fonts H Accessibility ]

‘ OK l Cancel

Figure 4-10: Close Internet Options
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T,

—

Enjoy your Remedy 8.1 experience.
To report a problem, please contact the OIR Service Desk at 615-741-10041, Option #3
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